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1. [bookmark: _Toc85289598][bookmark: _Toc89366896]INTRODUCTION
Tesco has a reach in more than 12 countries of the world. Tesco is a mega superstore company in UK having more than 2000 stores in the UK. The company has retail services including food, drinks, clothing, electronics, financial services, home appliances, health care, insurance, dental care, music and telecommunication services etc. More than 11 million people visit Tesco stores on a daily basis. Tesco also operates a successful on-line shopping service, accruing more than 750,000 active customers across the world (Enders & Jelassi 2009).
Information Systems (IS) are designed to provide an organisation with the strategic direction to meet managerial needs and organisational operations. The knowledge garnered through information systems gives the company concise solution required in certain challenges. The effectiveness of an information system depends hugely in the application of its knowledge to enable the company to thrive successfully in the marketplaces (Murdick & Ross 1975).
Tesco has had astronomical success in its retailing services as well as increase in sales over the numerous years of operation. The reason being that the company has successfully implemented several information systems which are geared to towards smooth transactional process and decision-making process. Exploring the information systems implemented by Tesco has been a brilliant topical study for several decades and it is one that should be given attention especially because of the leading position Tesco occupies in the world-retailing sector.






2. [bookmark: _Toc85289599][bookmark: _Toc89366897]BENEFITS FOR TESCO BY USING INFORMATION SYSTEMS
Implementation of information systems has in no doubt played a huge importance to the profitability and productivity of Tesco. The use of technology for collaboration has equipped Tesco with the know-how to develop good relationships with its stakeholders and this has continued to strengthen the rapid growth of the company. Tesco has incorporated advanced information systems that enable the process of accurate decision making (Samuel, 2019). These information systems are connected to several information criteria at various levels of decision-making process. Below are some benefits TESCO has derived using IS.
[bookmark: _Toc85289600][bookmark: _Toc89366898]2.1 MANAGEMENT OF CUSTOMER RELATIONSHIP
[bookmark: _Toc500953708]The development of good relationship with customers is a fundamental factor in the success of any business.  Managing customer relationship has to do with managing the interactions with customers. The customer relationship management (CRM) approach takes into account for both current and potential customers to facilitate the retention of the current customers as well as the acquisition of new ones. Tesco has a comprehensive CRM system that facilitates a healthy connection with the customers. The company’s website has an intuitive feature that permits customers to respond to the services that are offered by the company (Kenyon & Vakola 2003).  Tesco also utilizes the overwhelming compulsion of social media to interact with its customers, and this strengthens the CRM system.  Customer relationship management involves various activities.  Through the implementation of CRM system, customer queries are answered/handled appropriately. The CRM system also has a way of conducting research for the benefits of the customer; it gleans market intelligence from customers and facilitating good decision making. Upon switching to Oracle Marketing platform, Tesco business has had more affiliation with their customers because the platform helps to assimilate, integrate and target the consumer buying habits. Oracle has ways of intuitively generating personalized incentive and discount scheme to facilitate the loyalty of customer. When purchases/transactions are made by an Oracle subscriber, they are reflected in the oracle’s processing unit/database. The collation of the transactions in the database enables Tesco to identify and learn about the different styles/patterns of shopping carried out by their customer; this in turn, will accurately predict the future purchases that will be made by the customer.
[bookmark: _Toc85289601][bookmark: _Toc89366899]2.2 IMPLEMENTATION OF STRATEGY
[bookmark: _Toc500953707]The quality of the strategies implemented by a business is a huge contributing factor to its growth and development.  There are corporate, tactical and operational strategies that contribute to the overall success of the company. Tesco’s information systems facilitate the implementation of strategies at all levels within the company.  The company’s   Transaction Processing Systems (TPS) collate important information require to execute operational strategies. Salient information collected by the TPS includes the constant demand for specific products, and the number of customers (Delone & McLean, E.R., 2003). The aforementioned information gathered by TPS ensures that there is a steady flow of activities in Tesco. Tesco’s decision support system (DSS) and management information systems (MIS) are usually implemented to achieve tactical strategies. Tesco’s Executive Support Systems (ESS) are implemented to carry out corporate strategies which are usually long-term strategies. Tesco has benefited tremendously by implementing information systems  in the formulation of strategies.
[bookmark: _Toc85289603][bookmark: _Toc89366900]2.3 SUPPLIERS COLLABORATION
[bookmark: _Toc500953709]The importance of creating formidable relationships with suppliers is an important factor in sustaining the growth and development of retailers. The demand of a customer is only met when the retailer has a continuous supply of products and services. The implementation of information systems enables to foster a healthy relationship between the retailers and suppliers. Tesco has an inventory management system that permits suppliers to have a concise outlook of their supplies to the organisation. There are some suppliers who have direct access into the inventory records of the company via login access whereas other suppliers are notified via SMS or email (Palmer 2005).  Retailers who are not implementing information systems to collaborate with suppliers lose the competitive advantage in the retail sector.
[bookmark: _Toc85289604][bookmark: _Toc89366901]2.4 EMPLOYEES COLLABORATION
Information systems enable healthy communication among employees, thus promoting team spirit as well as productivity within an organisation. Tesco operates employee-friendly information systems that facilitate easy access and usage; thus, increasing labour productivity within the employees (Laudon & Laudon 2011).    Error rates and operating costs are drastically reduced when information systems are put in place. 





















	



3. [bookmark: _Toc85289605][bookmark: _Toc89366902]INFORMATION SYSTEMS IMPLEMENTED BY TESCO
Information systems utilized in an organisation can be sub-divided into categories depending on their importance in the hierarchy of the organisation. This is shown in Figure 1.
[image: ]
[bookmark: _Toc85289868][bookmark: _Toc85377009][bookmark: _Toc85381458][bookmark: _Toc85385921][bookmark: _Toc85978592]Figure 1 Information systems utilized by the hierarchy of an organization
(adapted from blog/tesco-information-system)
Transaction processing systems implemented by Tesco will be focused on in this section and its input, processing and output will be discussed as well.
[bookmark: _Toc85289606][bookmark: _Toc89366903]3.1 TRANSACTION PROCESSING SYSTEMS
Transaction processing systems are aimed at collecting, storing, retrieving and modifying of transactions carried out by an organization. These systems are designed to contain and retain the information about the purchases made by the customers, and it equips the company with the vital information about other products which could be alternatives for the customers in order to increase sales (Tesco Information System, 2014).
Tesco’s data collection hinges heavily on its Clubcard loyalty program, which was implemented in 1995 (Anon, 2021). Tesco does not only rely on its physical retailing option but also its internet option. Additional information is gathered from website visits. For instance, when products are added or removed from an online shopping cart, Tesco can keep track of such online transaction activities (Davenport & Harris, 2007).
A good example of the process of TPS implemented in Tesco is the use of the system of Electronic Point of Sale (EPOS). The EPOS till is located at each checkout in Tesco stores. The components of the EPOS are a keyboard, a digital display, a scanner which is also a bar-code reader, a set of scales, a printer, a credit / debit card reader and a till drawer. 
The input process/mechanism comprises the use of bar-code reader, a keyboard, a digital display, a set of scales and a credit / debit card reader whereas the output process/mechanism consists of a printer and till drawer. The input-process-output mechanism of the EPOS is shown below in Figure 2.Computer
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Figure 2 EPOS components illustrating input-process-output mechanisms
A barcode is a computerized representation of a set of data about a product/material; a barcode is usually attached on the product/material. Barcodes have become successfully implemented especially when automated supermarket checkout systems are employed in retail stores. The use of the EPOS can be clearly evidenced when the customer makes a payment at the transaction counter. During the process of payment, the bar codes of the products are scanned, and they are reflected on the monitor of the cashier. The total price of the products purchased was not only for the knowledge of the customer but also for that of the Head Office; that transaction process plays an important role in determining the quantity of stocks that have been sold and the amount that needs to be restocked. The transactions carried out by the customer being accessible to the higher management, helps to generate reports and issue orders to the distribution centre for restocking. The information provides 3rd party suppliers with the quantity of orders required by Tesco (Tesco Information System, 2014).
Furthermore, Tesco also has moved their services to electronic commerce and online business which provide better transaction convenience for the customer. By providing the customer the appropriate delivery services, Tesco has experienced soaring profits in their sales.

















4. [bookmark: _Toc85289607][bookmark: _Toc89366904]TESCO’S COMPETITIVE ADVANTAGE USING PORTER’S GENERIC COMPETITIVE STRATEGY FRAMEWORK

In 1980, Michael Porter introduced a strategy framework model which was known as Porter’s generic competitive strategy framework. This framework elucidates how organisations can facilitate/enhance their competitive advantage, simply by implementing the relevant strategies. The three main strategies of the framework are cost leadership, differentiation and focus. Lowering costs or differentiating offerings from other competitors can be ways companies can leverage to maintain their competitive advantage in the marketplace (Butler, 2018).
Tesco has implemented several successful competitive advantage strategies which have kept them as a leading multinational retail megastore for many years and these strategies can be comprehended in line with Michael Porter’s generic competitive strategy framework. 
Firstly, Tesco utilizes cost leadership strategy to consolidate their market leadership position. This is implemented through an efficient value chain management. This strategy involves the lowering of cost in order to maintain a competitive advantage and it is a major strategy Tesco enforces to remain ahead of their rival in the consumer markets. The middle class constitute the highest proportion of the consumer market and Tesco targets the middle class to increase their market share. Affordability and accessibility of products are keys to the success of any business and Tesco ensures that their products are readily affordable and accessible globally, and the implementation of this strategy has ensured that high sales and profitability are constantly recorded in Tesco stores. Tesco also offers discounts and coupons designed to reach their targets in sales as well as minimizing the competitive pressure exerted by their closest/fiercest rival. Tesco invested millions of pounds (about £76 million) for a third generation ERP system in order to maintain their competitive advantage over their rivals and due to the purchase and subsequent implementation of this ERP solution, the company made a profit in the excess of £550 million in 2009. This ERP system was instrumental to the company’s accuracy in their ordering system and thereby, waste was drastically reduced, and the availability of products was grossly improved.
Secondly, Tesco uses the differentiation strategy to create competitive advantage. Tesco displays distinctive features for their products which enables an expansion of their customer base. Tesco goes the extra mile to study and address of their health issues of their customers and therefore increase their product line to address such health issues. This creates a differentiation between Tesco and other competitors in the retail marketplace. Huge investment in advertisement and market goes into Tesco’s product offerings that sets them apart. Some Tesco’s brand products are endorsed by renowned celebrities, and this fosters the credibility of such products. Tesco’s unique and distinctive brand logo has a profound effect on the sales of their products and over the years and with several revisions, the strong essence of Tesco’s brand remains formidable. Tesco explores a range of flavours/spices/condiments that are unique to their brand and create that preferential edge over other brands.
The focus strategy is the third generic competitive strategy implemented by Tesco. This strategy enables Tesco to focus on the needs of a specific market segment at reduced costs. Tesco marks their products as best value products with emphasis on the taste, size and design of those products; these are all implemented to meet customers’ expectations and needs (Vrontis & Sharp, 2003).









5. [bookmark: _Toc85289609][bookmark: _Toc89366905]CHALLENGES FOR TESCO IN IMPLEMENTING A NEW ENTERPRISE RESOURCE PLANNING (ERP) SYSTEM AND THE MITIGATION OF THOSE CHALLENGES
An ERP system is  a comprehensive software package that addresses and supports several business activities ranging from sales to engineering. The ERP system is a single accurate data source for the whole organisation. There are three features that ERP systems possess (Mabert, Soni and Venkataramanan, 2001), and these features are:
1. The ERP systems have a vast scope and monitor various activities such as sales, financial transactions, procurement, manufacturing and human resources
2. The systems are integrated in all ramifications, data input into one function of the systems are reflected/updated into other functions
3. The systems operate on a modular level and can be integrated in other support systems 
Businesses prefer the ERP systems because they hope to eliminate any fragmentation of data stored into various computers. The integration of data is quite important for any business as it helps the supply chains to be connected and up to date. The relevance of ERP and systems integration to the supply chain processes cannot be over-emphasized as survey showed that 66% of the companies that have adopted the ERP systems to ensure that various functions/sections within the businesses collaborate effectively and efficiently (Davenport, 1998).
An ERP implementation is multifaceted project designed to restructure business processes and integrate the various activities into a singular processing unit. The implementation process can take several months to complete at a big organisation. Implementing an ERP system means that there will be challenges involved in making a transition from their traditional data processing systems to an integrated system. With Tesco being a case study, below are some challenges Tesco faced while implementing an ERP system and the solutions to such challenges.
[bookmark: _Toc89366906]5.1 DATA INTEGRATION ISSUE
The ERP system ensures that there is a single reliable source of data accessible to the entire organisation. However, the migration of data from ‘legacy’ data systems into the ERP system presents its multiple challenges. Sourcing the relevant data to be integrated into the ERP database is quite a daunting task. 
Solution: There is the need for well-planned data migration to ensure that there are no speed bumps and/or cost overruns in the implementation of the entire ERP system. A well-articulated data migration eliminates the existence of obsolete and duplicate data when the ERP system is launched.  
[bookmark: _Toc89366907]5.2 CHANGE MANAGEMENT ISSUE
An ERP implementation does not only involve the transition from one system to a new software system; it also involves a total revamp of the processes previously implemented by the business in order to ensure that there is efficiency of the new system is maximized.  This system overhaul will require that the mindset of the employees will need to adjust to the new work processes and changes; this in itself presents major change management issues. Not willing to adapt to/accept change by employees can be a colossal hindrance to the successful ERP implementation (Liang, Saraf, Hu, and Xue, 2007; Ifinedo, 2008)
Solution: Gaining early buy-in from the organisation’s leadership and stakeholders for the implementation process enable successful ERP implementation. Efficient and effective communication about the properties and benefits of the ERP system to all stakeholders should be enforced throughout the implementation process. Elaborate and qualitative training should be given to all users of the ERP system in order to ensure that they have smooth transition and adoption of the system. 
[bookmark: _Toc89366908]5.3 CONTINUOUS IMPROVEMENT ISSUE
The need for continuous improvement for the ERP system when it goes live, cannot be overemphasized. The reason for continuous improvement is that the system must constantly be updated/upgraded in order to meet evolving business demands and technology. The project team should be responsible for managing the system as well as fixing technical bugs so as to comply with business requirements.
Solution: There is need for periodic assessment and review of the ERP system once it has been implemented. The ERP system is expected to constantly meet the organisation’s needs and therefore consistent review is mandatory. Upgrading a premises-based ERP system can be a tasking activity when compared a cloud-based one whose features and innovations are automatically upgraded and readily made accessible to users. The implementation of cloud-based ERP software is usually the preferred choice for most large organisations.




















6. [bookmark: _Toc85289611][bookmark: _Toc89366909]THE STEPS TESCO SHOULD TAKE TO IMPLEMENT A NEW ERP SYSTEM
Below are the vital phases for the implementation of ERP. Each phase has specific objectives. 
[bookmark: _Toc89366910] 6.1 DISCOVERY AND PLANNING PHASE
The discovery and planning phase is the first step to be taken towards ERP implementation. This phase requires that there is research made on the choice of system to be implemented. This phase also requires that the project team is set up and the requirements of system are clearly defined. The project team will be tasked to outlay the project plan with target dates, ensure that there are sufficient resources, make product and design decisions, and manage daily management of the ERP implementation (Appelbaum et al, 2017).
[bookmark: _Toc89366911] 6.2 DESIGN PHASE
The design phase establishes a comprehensive design of the new ERP system, having gained an understanding of detailed features of the ERP system. It is vital that the intended users of the ERP system are included in the design phase because they have a good working knowledge of the current system being used by the organisation (Campbell,1999) In this phase, gap analysis can be implemented to discover intricate process workflow which may require that the ERP is customized (Bensaou & Earl, 1998).
[bookmark: _Toc89366912] 6.3 DEVELOPMENT PHASE
The configuration of the ERP system begins in the development phase. This phase also ensures that the ERP system is customized to suit the unique process requirements of the organisation. Training materials should be developed by the project team at this stage in order to ensure that the users can transition properly to the new system. The planning of data migration should be drawn at this stage by the project team and the team should ensure that the correct data is selected for migration (Roberts-Witt, 2002).


[bookmark: _Toc89366913] 6.4 TESTING PHASE
The testing and development may run simultaneously in some cases. The testing phase. The basic functions of the ERP software are initialized/trialled at this stage, and this should be followed by a robust testing to elucidate the overall capabilities of the new system. The end-user training should also be introduced and implemented in this phase. 
[bookmark: _Toc89366914] 6.5 DEPOLYMENT PHASE
At this phase, the new ERP system goes live. This phase also presents its own challenges as there may be potential issues with the new system. There is also a likelihood for some confused employees to struggle in their adaptation to the new system despite being prepared for the change. The project team should be on standby to address any impending issues with the new system and assist the users in understanding the system. As with any new system, there are potential risks to be encountered during its deployment. To reduce the risk, it is important to continue running the older systems concurrently with the new ERP system until a complete transition has taken place; however, this may incur further costs and decrease overall user productivity. 
[bookmark: _Toc89366915] 6.6 SUPPORT AND UPDATES
The support of the ERP system is important after its deployment; this ensures that the users are continuously satisfied with the new system, and the organisation utilizes the maximum benefits of the new system. Feedbacks from users are quite important after the instalment of the new system. Software updates are also essential as new features are periodically added to the system to ensure its effectiveness and efficiency. 



7. [bookmark: _Toc85289612][bookmark: _Toc89366916]GANTT CHART SHOWING ERP IMPLEMENTATION TIMELINES
Below is a Gantt chart showing the timelines for the implementation of a new ERP system as shown in Figure 2. The ERP implementation has been scheduled to be completed in 9 months.

Figure 2 Project schedule for ERP implementation
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